Organizational citizenship behavior is an individual and voluntary behavior that is not designed directly by formal reward system. Nevertheless, it causes increase in effectiveness and efficiency of organizational performance. This study aims to evaluate and analyze relationship between organizational citizenship behavior and profitability of branches of Mellat Bank in Kerman Province in Iran. Sample consists of all employees of Mellat Bank branches in Kerman Province that work in 87 branches of Kerman Province. Records and documents of bank branches as well as a questionnaire were used for data collection. Results of Pearson correlation coefficient suggest that there is a significant relationship between citizenship behavior and profitability in branches of Mellat Bank in Kerman Province. Based on results from regression analysis, it was revealed that dimensions of civil participation and respect predict profitability of the bank branches positively and significantly.
Introduction
Study of individuals' behaviors has long been paid attention by management scientists and by emergence of Organizational Behavior field in early 1960s more serious works have been done in this area. Many of the studies have tried to classify behaviors and their causes. Arguments like perception, motivation, job attitudes and so on are among areas examining root cause of many human behaviors in job environment, but arguments suggested in the last two decades organizational citizenship behavior, in addition to behavioral scientists, attracted attention of psychologists and sociologists. Organizational citizenship behavior is an arbitrary and extra-role behavior that increases efficient performance of organization and is not controlled by formal reward system of the organization directly or indirectly. Today, these behaviors are considered as inseparable element of performance management and have entered various organizational aspects (Kakhaki & Gholipoor, 2007; Jahanshahi et al., 2011c ).
On one hand, banks and financial institutions facilitate commercial transactions and cause extension of markets and economic growth by directing and organizing receipts and payments. Although a considerable part of researches conducted examine financial performance of bank branches but it should be noted that a little attention has been paid to behaviors of workforce of these organizations including organizational citizenship behavior. According to literature, organizational citizenship behavior of employees improves their performance in the organization and in serving clients (Podsakoff et al., 2003) . In order to achieve high efficiency and profitability, bank branches should formulate and implement strategies. To do this, they should have characteristics of organizational citizenship behavior such as sacrifice, dutifulness, respect, participation, loyalty and tolerability between employees (Zareie et al., 2006; Jahanshahi et al., 2010a) . Thus, relationship between characteristics of organizational citizenship behavior and profitability rate in bank branches is an important issue that requires careful examination and scientific evaluation. Therefore, the essential question for which the present study seeks to respond is whether there is a relationship between organizational citizenship behavior and profitability in bank branches.
Literature

Organizational Citizenship Behavior
The concept of organizational citizenship behavior was first presented to the science world by Organ and Batman in early 1980s . Early researches on organizational citizenship behavior were focused mostly on identification of responsibilities and behaviors employees had in organization but were often ignored. These behaviors, although measured inadequately in traditional evaluations of job performance or even sometimes ignored, were effective in improving organizational effectiveness (Bienstock, 2003; Jahanshahi et al., 2011a; Eizi et al., 2013) . This issue is related to concepts such as 'tendency to cooperate' suggested by Chiste Barnard (1983) as well as distinction between 'reliable role performance' and 'inventive and spontaneous behaviors' suggested by Ketzokan. Other concepts related to extra-role performance that has high relevance to organizational citizenship behavior include socialist behaviors, spontaneous behaviors and contextual performance. But, among them, organizational citizenship behavior has gained higher acceptability and in the two last decades and especially in early 21 st century, research on this topic has grown considerably. Numerous definitions have been presented for organizational citizenship behavior but one the most comprehensive definitions is the one presented by Organ in 1988. Organizational citizenship behavior is an individual and voluntary behavior that is not designed directly by formal reward system. Nevertheless, it causes increase in effectiveness and efficiency of performance of the organization. Organizational citizenship behavior is desirable for every organization since it is related to important organizational variables such as job satisfaction, system maintenance and organizational productivity. The results of previous studies show that managers can foster organizational citizenship behavior by improving work environment and, instead of using coercion and power, they can rely on social acceptance or selection or employment processes to create these behaviors. Evaluation of other organizational citizenship behavior refers to a series of arbitrary work place behaviors that are more than essential work conditions. They are often described as behaviors created beyond duties. The key essence in Organ's definition of organizational citizenship behavior is that such a behavior increases organizational effectiveness. Some of areas where organizational citizenship behavior helps organizational success can be summarized into the following aspects based on the studies: 1-Increase in productivity of management and employees. 2-Release of organizational resources which can be used for more productive objectives. 3-Reduction of need to allocate scarce resources to tasks that have merely maintaining function. 4-Assisting coordination activities both within and between work groups 5-Promoting ability of organizations to attract and retain efficient employees. 6-Increase of performance stability of organizations. 7-Enabling organizations for more effective compatibility to environmental changes (Moghimi, 2006) . Bolino and Torenly (2003) believe that citizenship behaviors have two general states: they cannot be reinforced directly, for instance, they do not need to be a technical part of individual's job. They result from special and extraordinary efforts organizations expect from employees for achieving success. Citizenship behavior is observed as a social resource through exchange of behaviors that receive social reward (Baharifar & Jawaheri Kamel, 2010; Jahanshahi et al., 2010b; . Bolino and Torenly (2003) introduced the following components as dimensions of organizational citizenship behavior:
In another research, Fareh et al. (1997) examined components of organizational citizenship behavior based on cultural conditions of China in terms of the following aspects:
-Social customs -Altruism -Job ethic www.ccsenet.org/ass Asian Social Science Vol. 11, No. 12; 2015 13 -Personal reciprocal coordination -Protection of organizational resources.
Organizational citizenship behavior increases productivity of employees and work groups, communications, cooperation and helping between employees, encourages teamwork, reduces mistakes ratio, increases participation and involvement of employees in organizational issues and provides suitable organizational atmosphere (Jahanshahi et al., 2011a) . Organizational citizenship behavior increases performance quality of employees by influencing intra-organizational factors such as organizational atmosphere, morale improvement, increase of organizational commitment, job satisfaction, reduction of turnover intents and reduction of absence and detrimental job behaviors and by influencing extra-organizational factors such as job satisfaction, service quality and customer loyalty (Castro et al., 2004) .
According to Kohen and Vigoda (2000) , some of the advantages of organizational citizenship behavior are:
-Improvement of productivity of management and employees -More efficiency in consumption and allocation of resources -Lowering maintenance costs -Improvement of organization ability to employ high quality forces.
Regarding organization interests, citizenship behavior provides organization with a group of employees that are committed to the organization. According to Jain (1998), existence of organizational citizenship behavior (especially sacrifice, dutifulness and patience) reduces turnover and absence of employees, employees committed to the organization stay in the organization for longer period, offer high quality services and try to help company status by numerous and diverse approaches. So, these finally improve work environment in the organization (Gholam Hosseini et al., 2010; Khaksar et al., 2010; Nawaser et al., 2015; Sadeghi et al., 2013) .
Therefore, given the above mentioned studies, it can be inferred that the most important of consequences of organizational citizenship behavior are:
-Increase of productivity -Increase of effectiveness -Improvement of employees performance -Improvement of quality of services and products -Reduction of absence and turnover -Customers' loyalty -Encouragement of teamwork.
Research Background
Zare (2004) concluded that in contrast to some researchers who believed that citizenship behavior increases effectiveness of the organization by 'greasing' social machine of the organization, indeed social capital is the 'greasing' that makes organizations work. Therefore, organizational citizenship behavior and social capital are not equally useful for performance of all organizations. Furthermore, in some places maintenance and development costs of social capital are higher than its advantages. In such cases, managers should evaluate potential positive and negative effects of social capital. Farhangi et al. (2006) are of the opinion that the higher the spirituality in work environment is, the more tendency the employees obtain to perform organizational citizenship behavior; consequently, tendency to perform such behaviors causes increase in quality of services delivered. Zareie (2006) in their investigation concluded that in successful and unsuccessful organizations, index of employee dutifulness has the highest average rank and index of sportsmanship (tolerability) has the lowest average rank. In these organizations, there is no significant difference in terms of human indices of citizenship behavior, that is indices of sacrifice, participation and attention, but there is a significant difference in terms of organizational indices like dutifulness, sportsmanship and loyalty. Kakhaky and Gholipoor (2007) examined relationship between organizational citizenship behavior as independent variable and service quality perception of customer, customer satisfaction, behavioral intents and customer loyalty as dependent variables. Findings of this study show that organizational citizenship behaviors have important effect on customers' perception of service quality, satisfaction, behavioral intents and loyalty. Karimi et al. (2007) opine that human resource activities have positive effects on organizational citizenship behaviors of employees. Among human resource activities, empowering, competence development, procedural justice and information sharing had the highest effect on organizational citizenship behavior. According to path analysis model, human resource activities can influence citizenship behavior through organizational commitment. Rezaeian and Rahimi (2008) in a study found that procedural justice influences organizational citizenship behavior through organizational commitment both directly and indirectly. This means that when employees perceive that employment processes are fair, their www.ccsenet.org/ass Asian Social Science Vol. 11, No. 12; trust in organization increases and most likely they exhibit more citizenship behaviors. The interesting result of this research was that older employees have more tendencies to exhibit citizenship behaviors than younger employees. The result of this study is consistent with Lowersen's findings that older employees are more committed to their jobs. Some dimensions of affective intelligence like "self-management" and "management of relations" have a positive and significant effect on organizational citizenship behavior through influencing affective commitment. Self-management aspect, including control of destructive emotions and tensions, exhibiting honesty, interdependency and loyalty, flexibility and compatibility to changes, accepting responsibility of individual performance, optimism and tendency to use opportunities, influence formation of affective commitment and thereby affects organizational citizenship behavior. In addition, management of relations dimension which includes reinforcing others' abilities by giving feedback, directing, motivating and persuading others, pioneering for change, resolving disagreements as well as tendency for group work and synergism, has had the most influence on increasing affective commitment and, consequently, on exhibition of organizational citizenship behaviors by employees. (Hadizadeh & Farajian 2008; Nawaser et al., 2014a; . Doayi (2009) examined direct effects of dimensions of organizational citizenship behavior on service quality in five-star "Pars Hotel" in Mashhad. Results of these investigation showed that none of the dimensions of organizational citizenship behavior of employees of Pars Hotel has had direct effects on quality of services delivered to customers of the hotel. Tong and Ibrahim (1998) evaluated consequences of organizational citizenship behavior in United States, Saudi Arabia and Egypt. Results showed that there is a direct and significant relationship between organizational citizenship behavior and internal and external consent, self-esteem and reduction of work stress. Bugler et al. (2004) believe that organizational citizenship behavior of employees was at medium level and had a direct relationship with empowering, job commitment and professional commitment. There is a significant relationship between four dimensions of organizational citizenship behavior, including altruism, job ethic, sportsmanship and social behavior, and empowering employees. Tong and Ibrahim (2004) evaluated consequences of organizational citizenship behavior in the United States, Saudi Arabia and Egypt using a sample of 155 persons in United States and a sample of 378 persons in Arabia and Egypt. Results showed that there is a direct and significant relationship between organizational citizenship behavior and internal and external consent, self-esteem and reduction of job stress. Kim (2006) by evaluating motivation of public services sector of Korea and organizational citizenship behavior suggests that altruism x=3.48 is higher than average level and has a direct and significant relationship with job satisfaction, affective commitment and general acceptance. In a study conducted by Nasir (2011) it was shown that there is a significant positive relationship between dimensions of organizational citizenship behavior, such as loyalty, compliance, civil participation and supportive participation, and duty performance. It was also found that only compliance and civil participation depend on duty performance. This investigation shows that sex and education modify relationship between organizational citizenship behavior and duty performance. These results provide important insight for understanding how employees become aware of their duty performance under influence of organizational citizenship behavior.
Conceptual Model and Research Hypotheses
Given the analytical principles and researches done as well as theoretical framework of research, analytical model of research can be presented as follows:
Based on this analytical model, research hypotheses can be derived and it can be investigated that, using the six dimensions of this model including participation, sacrifice, respect, loyalty, dutifulness and tolerability that introduce characteristics of organizational citizenship behaviors of individuals, whether there is a relationship between characteristics of citizenship behavior and profitability of bank branches.
Primary Hypothesis -There is a significant relationship between organizational citizenship behavior and profitability of bank branches.
Secondary Hypotheses -There is a significant relationship between civil participation dimension of organizational citizenship behavior and profitability of bank branches.
-There is a significant relationship between tolerability dimension of organizational citizenship behavior and profitability of bank branches.
-There is a significant relationship between dutifulness dimension of organizational citizenship behavior and profitability of bank branches. Vol. 11, No. 12; items 9 to 12 are for dutifulness, items 13 to 16 relate to sacrifice, items 17 to 20 are related to respect and items 21 to 23 belong to loyalty. Items were designed with five options (completely agree, agree, no idea, disagree, completely disagree). Scores were assigned based on Likert spectrum scale from 1 to 5. For profitability variable, records and documents of branches of Mellat Bank in the Province were used. Profitability is practice, strategy and mechanism of obtaining profit. One of the strategies of obtaining profit in banks is to evaluate efficiency ratio. Efficiency ratio measures profit margin rate of units and this rate results from subtraction of effective rate of lending and effective rate of attracting deposit. The higher value of this rate reveals increase in efficiency and profitability of the bank. Product of this ratio in branches of Mellat Bank in Kerman is calculated and represented quantitatively by financial department of the bank at the end of fiscal year.
In order to ensure validity of information collection instrument, a questionnaire was formulated based on theoretical basis of research (i.e. organizational citizenship behavior) and was modified and revised after interviewing 5 university professors. Finally, a questionnaire with 23 items was prepared as a tool for collecting research information. Application of research theoretical principles and views of experts guarantees validity of questionnaire. In addition, a factor analysis was utilized to identify and eliminate invalid components. In this regard, after collecting questionnaires and calculating factor analysis using SPSS software, results have shown that this value was obtained for all components at 0.5 that again confirms validity of the questionnaires (Table  1) . In this research, Cronbach alpha coefficient was used to calculate reliability of the questionnaire. Estimation of Cronbach alpha shows the internal relation of items of the questionnaire. Indeed, when data collection relies on implementation of a single test, validity estimation is done through internal consistency of the items. The most general form of variance analysis of items is obtained through Cronbach alpha coefficient; variance of each item and covariance between items are calculated. Reliability of the whole questionnaire was obtained based on Cronbach alpha and was 0.941. The reliability of the questionnaire is confirmed as the mentioned values were all higher than 0.6.
Results
Data analysis was performed as follows. Factor analysis was done for evaluation of questionnaire validity, TOPSIS multi-criterion decision technique was used for ranking criteria of each dimension of citizenship behavior, Pearson correlation coefficient was used for evaluation of relationship between each dimension of citizenship behavior and profitability of bank branches and linear regression method was applied to examine predictive ability of each dimension of citizenship behavior for profitability of bank branches.
Demographic Characteristics
As mentioned earlier, the research questionnaire has two parts. The first part is related to demographic questions and the second part relates to the hypotheses presented. In this part, personal characteristics of subjects are assessed by evaluating questions of demographics such as sex, age, work experience and education. 
Quantitative Description of Variables
Values of mean, median, mode, standard deviation, skewness, elongation, minimum and maximum research indices are presented in two parts, citizenship behavior and profitability of bank branches, in Table 6 . 
Hypothesis Testing
The primary hypothesis: there is a significant relationship between organizational citizenship behavior and profitability in branches of Mellat Bank in Kerman Province.
There is no significant relationship between organizational citizenship behavior and profitability : 0.
There is a significant relationship between organizational citizenship behavior and profitability : 0.
As mentioned before, Pearson correlation coefficient test was used to examine and analyze these hypotheses.
Results from this test are presented in Table 7 . There is a significant relationship between organizational citizenship behavior and profitability in Mellat Bank branches of Kerman Province. Given the output of the software, Pearson correlation coefficient between these two variables was 0.750. Significance value observed was 0.000 which is less than standard significance 0.05. Therefore, null hypothesis suggesting that there is no relationship between two variables is not confirmed at 95% confidence level. Since correlation coefficient between these two variables has a positive sign, it can be stated that there is a significant and direct relationship between organizational citizenship behavior and profitability of Mellat Bank branches in Kerman Province. This can be confirmed given the scatter Figure 2 . At this point, it should be investigated which dimensions of citizenship behavior have significant relationships with profitability of bank branches. To do this, the following specific hypotheses were presented.
1-There is a significant relationship between civil participation dimension of organizational citizenship behavior and profitability of bank branches.
2-There is a significant relationship between tolerability dimension of organizational citizenship behavior and profitability of bank branches.
3-There is a significant relationship between dutifulness dimension of organizational citizenship behavior and profitability of bank branches.
4-There is a significant relationship between sacrifice dimension of organizational citizenship behavior and profitability of bank branches.
5-There is a significant relationship between respect dimension of organizational citizenship behavior and profitability of bank branches.
6-There is a significant relationship between loyalty dimension of organizational citizenship behavior and profitability of bank branches.
As mentioned before, Pearson correlation coefficient test was used to analyze these hypotheses. Results from this test are presented in Table 8 . There is a significant relationship between organizational citizenship behavior and profitability in Mellat Bank branches of Kerman Province. Given the output of the software, Pearson correlation coefficient between these two variables was 0.750. Significance value observed was 0.000 which is less than standard significance 0.05. Therefore, null hypothesis suggesting that there is no relationship between two variables is not confirmed at 95% confidence level. Since correlation coefficient between these two variables has positive sign, it can be stated that there is a significant and direct relationship between organizational citizenship behavior and profitability of Mellat Bank branches in Kerman Province. This can be confirmed given the scatter Figure 3 . Table 8 suggest that all dimensions of citizenship behavior have direct and significant relationships with profitability of branches of Mellat Bank. In the following section, multivariate regression will be used to examine and predict profitability variable based on dimensions of citizenship behavior. In this analysis, we considered dimensions of citizenship behavior as independent variable and profitability as criterion variable.
Variance analysis and regression analysis are presented in the following table. Vol. 11, No. 12; According to Table 9 , significance value of variance analysis is less than 0.05 which suggests that regression model could explain variations in dependent variable. Next, contribution of each dimension of citizenship behavior to prediction of profitability will be presented. Given the results in Table 10 , regression pattern was calculated and it was specified that civil participation and respect dimensions predict profitability performance of branches significantly and positively. In addition, according to value of the eighth column of the above table, R 2 , it is shown that the developed pattern could justify more than 60 percent of variations in dependent variable (profitability performance) and the residue is contribution of other variables. Therefore, the regression model is as follows:
Profitability performance of branches 5.44E10 5.401E9x 4.467E9x Given the significant difference between criteria of dimensions of citizenship behavior, it was necessary for these criteria to be ranked according to their importance. So, multi-criterion decision techniques were used to rank these criteria. Multi-index decision methods have the advantage that they can evaluate various options based on diverse criteria that do not have the same units. It is an important advantage compared to traditional methods in which all criteria should be converted to an identical unit. Another important advantage of multi-index decision-making methods is that they can analyze qualitative and quantitative criteria simultaneously.
Ranking Dimensions of Organizational Citizenship Behavior
www.ccsenet.org/ass Asian Social Science Vol. 11, No. 12; In these models, an option is selected from a number of available predetermined options. Multi-index decision-making helps decision-maker in evaluation, ranking and selection of options. In these problems, there are always limited and predetermined options and the decision-maker expects these options to be evaluated, ranked or selected based on decision indices. In this research, TOPSIS technique was used to rank criteria. TOPSIS model was suggested by Huang and Yon in 1981. This model is one of the best multi-index decision-making models and was used widely. In this method, m options are examined by n indices. This technique is based on the concept that the selected option should have the least distance to the ideal positive solution (the best possible state, A i +) and the most distance to the ideal negative solution (the worst possible state, A i -). It is assumed that acceptability of each index is increasing or decreasing uniformly. Results from this technique are given in the above table.
Conclusion
Study of citizenship behavior construct has continued widely since its introduction to research field and researchers have investigated its relationship with various concepts. In this research, relationship between citizenship behavior construct and profitability of banks was investigated using data obtained from employees of Mellat Bank in Kerman Province. Due to direct and positive effect of organizational citizenship behavior on organizational performance and consequently on profitability, paying attention to these behaviors can be a way of increasing effectiveness of organizations which has not been considered so far. In this study, absence of a particular background for evaluation of relationship between citizenship behavior and organizational performance resulted in formation of the present idea and process in the authors' mind. Accordingly, the authors felt lack of such an important role in Mellat Bank of Kerman Province and tried to present a certain model for this purpose. So, all employees of branches of Mellat Bank in Kerman Province were selected as target population. In this section, research findings are presented and analyzed and the most important findings will be discussed.
Hypothesis Testing
According to the results, the significant relationship between all dimensions of organizational citizenship behavior and profitability of branches of Mellat Bank in Kerman Province was confirmed. Zare (2004) showed that citizenship behavior is not useful for performance of all organizations. Hadizadeh and Farajian (2008) determined that some of dimensions of affective intelligence, such as "self-management" and "management of relationships", influence organizational citizenship behavior significantly and positively by influencing affective commitment. But, influence of other dimensions of affective intelligence, such as "self-awareness" and "social awareness", on citizenship behavior through affective commitment was not confirmed. Tong and Ibrahim (2004) showed that there is a significant relationship between organizational citizenship behavior and internal and external consent, self-esteem and reduction of job stress. Nasir (2011) showed that there is a significant and positive relationship between dimensions of organizational citizenship behavior such as loyalty, compliance, civil participation, supportive participation and duty participation and duty performance. He also found that only compliance and civil participation are dependent on duty performance. Table 12 . Results from hypothesis test for evaluation of relationship between organizational citizenship behavior and profitability.
Hypothesis Test result Primary hypothesis
There is a significant relationship between organizational citizenship behavior and profitability.
Confirmed
Specific hypothesis 1
There is a significant relationship between civil participation dimension of organizational citizenship behavior and profitability.
Confirmed
Specific hypothesis 2
There is a significant relationship between tolerability dimension of organizational citizenship behavior and profitability.
Confirmed
Specific hypothesis 3
There is a significant relationship between dutifulness dimension of organizational citizenship behavior and profitability.
Confirmed
Specific hypothesis 4
There is a significant relationship between sacrifice dimension of organizational citizenship behavior and profitability.
Confirmed
Specific hypothesis 5
There is a significant relationship between courtesy dimension of organizational citizenship behavior and profitability.
Confirmed
Specific hypothesis 6
There is a significant relationship between loyalty dimension of organizational citizenship behavior and profitability. 
Suggestions
• Given the significant and positive relationship between employees' performance and profitability of bank branches, it is recommended that, to improve and increase organizational citizenship behavior of employees, employees' trust to managers and organization should be increased through necessary measures.
• To improve organizational citizenship behavior of employees in organizations, managers should pay attention and the relevant concepts should be trained at expert level. So, training workshops for drawing attentions of organization members to citizenship behavior and specialized training for them is necessary.
• To improve citizenship behavior, organization's managers should try to develop and enrich job, make employees' duties meaningful and give them necessary feedbacks.
• Managers should update their information about novel and effective management techniques and have a realistic judgment about issues, problems and complaints of employees so that they can improve citizenship behavior and organizational performance of employees simultaneously.
• Managers should try to promote and improve life quality using such mechanisms as health planning, salary, welfare, workforce security and consulting services.
• Since one of the prominent indices of citizenship behavior is supportive participation, which includes presenting innovative suggestions and innovation for improvement of organizational and job procedures, suggestion system is necessary for improvement of citizenship behavior and organizational performance.
• This study was performed in branches of Mellat Bank in Kerman Province. It is recommended that such a research be done in other branches of Mellat bank in the whole country and results be compared with the present research.
• It is suggested that a comparative study be done on influence of citizenship behavior on profitability in public and private banks.
Research Limitations
Some problems, barriers, limitations and shortages in the implementation procedure of this research have drawn attention of the author which the most important ones are as follows:
• Some employees avoided completing questionnaires
• Lack of sufficient time for collection and analysis of data due to its large volume
• Lack of literature on evaluation of relationship between organizational citizenship behavior and bank profitability.
